Miami-Dade County

Community Information and Outreach

3-1-1 Answer Center

MIAMI-DADE
COUNTY




Overview

* Provides the public with centralized telephone access to
government information and services in three languages
(English, Spanish and Creole)

* Service hours are Monday through Friday, 7a.m.to 7 p.m.,
and Saturday, from 8 a.m.to 5 p.m.

* Manage call intake and generate service requests for
Countywide and City of Miami services

* Generate service requests for transmittal to departments and
partner agencies

* Update and maintain a knowledge base of 3,300 topics &
frequently asked questions




More than just a phone call...

* Operate three 3-1-1 Service Centers, offering residents face-
to-face interaction with a 3-1-1 agent and access to direct
services

* Three convenient locations: North Dade Justice Center,
Miami-Dade Permitting and Inspection Center, South Dade
Justice Center

* Partner with 11 local hospitals to offer access to Baby Stroller
Parking Permits

* Review and respond to webmaster e-mails, voicemails, and
service requests submitted online and via the iPhone app

* Serve as county’s Rumor Control during emergencies
* Teleclaim, Pay-by-Phone, etc...




Just the numbers

Handle approximately 2 million calls annually

85% first-call resolution

32,000 walk-in customers assisted at the Service Centers

289,000 service requests generated

S8 million in property taxes processed by phone

Over 18,000 webmaster e-mails and 3,000 voicemails
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servicedirect@

0 Recently Submitted Requests/Problems

Request Id: 872221

Type: Report mosquitoes causing 3
biting nuisance

Location:

3107 NW 70TH Created On:

TER_UNINCORPORATED MIAMI- Oct, 2014

DADE 33147 303PM

Request Id: 871981

Type: Report mosquitoes causing 8

biting nuisance

Location:

1749 SW 138TH grf«;tgggn-

AVE UNINCORPORATED MIAMI- e,

DADE 33175 9:55 AM

Request Id: 871921

Type: TRAFFIC SIGN DOWN

DAMAGED FADED MISSING (OTHER

THAN CONTROL SIGN)

Location: .

1030 NE 175TH Created On:
alzielal= Cct 7.2014

9

How to report a problem

1. Click here and select your desired
senvice

2. Enfer address where the service is
requested

3. Enter details of the problem

Top Reported Problems (online and
by phone) this month:

Report a Problem Online

Social Media Center  Mobile Application Center

3-1-1 Service Direct

0 Share

FraudBot

Got an issue you'd
like to report?

Let our FraudBaot help
you figure out which
agency to report your
issue to.

> FraudBot

Report Fraud

Contractor Complaint

Deed Fraud

Foreclosure

Government Fraud

HUD Fraud

Homestead Exemption Fraud
Identity Theft

Mortgage Fraud Task Force

Resident Services

ADA Complaints

Q Feedback  Minimize Tools




3-1-1 iPhone App

* 24/7 access to submit requests

* Ability to upload pictures

* Map use to pin-point specific
location of problem




3-1-1 iPhone App

eeeco AT&T LTE 9:36 AM

Report a Problem

Abandoned Property/Vehicle
Report junk vehicles (those with damage to
them, or of nominal salvage value) left on the
Miami-Dade County Public Right-Of-Way.

Animal Violations

Report animals such as Chickens, Poultry,
Goats, Bees, Cows, Horses, Turkeys, Hens,
Roosters and Ponies being illegally raised in
Residential districts.

Commercial Vehicle Unauth
Report unauthorized parked or stored
commercial vehicles (school buses, trucks,
semi-trucks, and tractor/trailers) in residential
areas.

Dead Animal Pickup
Request pickup service for dead animals found
on public roadways only.

Graffiti
Report graffiti found on public property such as
walls, bridges, sidewalks.

eeeco AT&T LTE 9:36 AM 1}

Report a Problem

Illegal Dumping

Report dumping of litter on any public or private
highway, road, street, alley, bridge, sidewalk, or
vacant lot.

lllegal Signs on Private Prop
Report signs that have been erected or installed
on a private property without a permit.

lllegal Signs on Roadside

Report "for sale" signs, garage sale signs, "for
rent" signs, placed in the public right-of-way, on
utility poles, traffic control boxes, traffic signs,
or trees.

Pothole

Report holes on County maintained roadways,
and on roads in Doral, Miami Gardens, and
Palmetto Bay. We do not handle private roads
and private communities.

Sidewalk Broken/Raised

Report a broken or raised sidewalk.

o000 AT&T LTE 9:36 AM [
Report a Problem
or irees.
Pothole

Report holes on County maintained roadways,
and on roads in Doral, Miami Gardens, and
Palmetto Bay. We do not handle private roads
and private communities.

Sidewalk Broken/Raised

Report a broken or raised sidewalk.

Traffic Signs
Report a traffic sign that is down, damaged,
faded or missing.

Trash on Vacant Lot

Report accumulation of any grass, weeds, or
other dead plant life that exceeds 18 inches, or
the storage of junk and trash, on any lot.

Tree Fallen

Report a fallen tree along a paved roadway. For
trees on private property, contact the owner or
Homeowners Association directly.




3-1-1 iPhone App

eee0e ATRT [TE 4:40 PM -

{  Commercial Vehicle Un... Submit

eee0e ATRT LTE 4:40 PM 7 )

{  Commercial Vehicle Un... Submit

Location

Location

Reporter

Description

What time of day is the vehicle
present?

Please provide details about
exact location on property were
vehicle is parked.

Reporter

Description

What time of day is the vehicle
present?

Please provide details about
exact location on property were
vehicle is parked.

* Confirmation

e-mail provided

* Back-end process

by 311 staff




3-1-1 iPhone App
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Miami-Dade 3-1-1

“We answer to you”




